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A  mgssAOi  rnom  the  director  oe 

TOTAL  QUALITY  MAMAOEMEET 


AM  you  r««d  th«  OLA  Total  Quality  Managaaont 
Maatar  Plan,  1  aak  aaoh  of  you  to  raflact  on  tha 
application  of  ‘Quality*  in  your  lifa  atyla.  In 
tha  contaxt  of  TQM,  tha  dafinition  of  lifa  atyla 

includaa  -  work  atyla,  aanagaaant  atyla,  and 

laadarahip  atyla. 

Total  Quality  Managamant  ia  not  tha  traditional 
‘Quality  Aaauranca*  approach  with  which  wa  ara 
all  faailiar.  Bathar,  it  awbodiaa  a  philoaophy 
that  says  thara  ia  a  raala  of  quality  in  tha  way 
we  think,  act,  conduct  our  buainaaa,  and  interact 
with  o thara. 

Total  Quality  Managawant  auggaata  that  wa  wuat 
identify  and  review  tha  procaaaaa  that  affect 
our  livaa  and  continuoualy  atriva  for 
iiqirovamant . .  In  tha  biblical  aanaa,  it  alwoat 
aounda  raligioua.  In  aoaa  waya  it  ia.  TQM 
daannda  coonkitaent,  diaciplina,  and  continuoua 
il^>roveaant  atarting  with  tha  top  executive  of  an 
organization . 

Seat  aaaurad.  Total  Quality  Managawant  haa  ay 
fulleat  attention  and  coanitwant.  I  expect  it  to 
have  youra  too.  Aa  you  become  faodliar  with  tha 
Total  Quality  Management  life  atyla,  I  truat  that 
you  will  ahara  my  anthuaiaam  and  lead  DLA  along 
the  path  of  Total  Qxiality  Managawant. 


CHABLES  McCAUSLAND 
Lieutenant  General ,  USAF 
Director 
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TQM  BASICS 


MSA7  IS  TQM 


The  Total  Quality  ManagoMnt  (TQM) 
baaad  upon  tha  pionaaring  itopk  of  Or. 
Darning,  Dr.  Joaaph  H.  Juran,  Philip 
and  othara. 


( 

concapt  ia  : 
M.  Bdaarda 
B .  Croaby . 


TQM  IS: 

y 

A  ayataaatic  procaaa  for  inproving 
producta  and  aarvicaa  ; 

A  atructurad,  diaciplinad  approach  to 
identifying  and  aolving  problaaa; 

A  participatory  work  atyla .  conveyed 
by  managanent  actiona  and  coanitnant, 
which  harnaaaaa  tha  creativity  and  idaaa 
of  all  aaiployeaa  j 

Long  term  ; 

Supported  by  Statiatical  Procaaa  Control  ' 


Practiced  by  each  and  every  anployaa. 
TQM  la  HOT: 

A  progran  or  fad 
Crlala  manageawnt 


Conveyed  by  alogana 
Short  term 

Driven  by  Statiatical  Proceaa  Control 
Aaaigned  to  aubordinatea 

STRATBQY  Total  Quality  Management  atrategy  la  directed  at 

achieving : 

COMTIMUOaS  PROCESS  IMPROVSMEMT 

Continuoua  improvement,  the  TQM  hallmark,  ia 
realiaad  by  focuaing  on  the  proceaaea  that 
create  producta  and  aervicea. 
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COMCiPTS 


Continuous  iaprovoaont  is  rssllssd  by  crsatlng 
«n  snvironMnt  in  uhicta  all  anployaas  ara 
aspofMrad  to  aaka  i^rovaaants  in  tha  procassas 
that  craata  products  and  sarvicas.  By  focusing 
on  tha  procassas  and  listaning  to  tha 
suggestions  of  those  tiho  work  within  tha 
process.  wanagawant  can  bring  about 

isprovawenta . 

Successful  i^lawantatlon  of  TQM  requires: 

Disciplined  long  term  organisational 
goals 

Ewpowaring  all  aflq>loyaas  by  creating  an 
enriched  anvironskant  in  tdiich  to  work 

Instituting  an  organised  training  effort 

Esploying  formal,  structured  process 
iaprovament  techniques  and  practicing 
teamwork  at  all  levels  in  all  situations 

TQM  requires  consistency  of  purpose  which  must 
be  oriented  towards: 

Process  improvement 

Satisfying  customers’  needs 


KEY  ELEUSMTS 

o  REQUIRES  COMMITMEHT  BT  TOP  MABAOEMEMT 

o  CREATES  AN  ENVIRONMENT  FOR  CONTINUOUS 
IMPROVEMENT 

o  SATISFIES  CUSTOMER  NEEDS 
o  FOCUSES  ON  TEAM  WORK 
o  INVOLVES  EVERT  INDIVIDUAL 
o  RECOGNIZES  THE  IMPORTANCE  OF  PEOPLE 


COMTIMUOUS 

IMPROVEMEMT 


EMRICBED 

EKVIROWMEMT 
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COMCIPT3 


TQU  IM  DOD 


DoD  TQM  PHILOSOPHY 

TQM  la  a  DoD  inltlatlvo  for  contlnuoualy 
liq>rovliiH  porforaanco  at  avary  laval  and  araa  of 
DoD  raaponaiblllty .  laprovaaant  la  diraotad  at 
aatiafying  broad  quality,  productivity,  coat  and 
achadula  goala,  and  at  Modifying  aanagaaant 
tachnlquaa.  TQM  brlnga  togatbar  axlatlng 
laprovaaant  afforta  and  apaclallzad  tachnlcal 
akllla  undar  a  dlaclpllnad  atructura  focuaad  on 
laproving  all  DoD  procaaaaa.  It  daaanda 
coaBd.taant  and  dlaclpllna.  It  Involvaa  avaryona. 
Incraaalng  uaar  aatlafactlon  la  tha  ovarrldlng 
Total  Quality  Managaaant  objactlva. 


KgY  ELBMSMTS 


o 

DoD  INITIATIVE 

o 

DISCIPLINED  MANAGEMENT  PBOCESS 

o 

CONTINUOUS  PBOCESS 

IMPBOVEMENT 

o 

EVEBTONE  INVOLVED 

o 

QUALITY  PBODUCTS  AND  SEBVICES 

o 

BEDUCED  COSTS 

o 

SATISFY  CUSTOMEBS’ 

NEEDS 
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TQM  I>  THB  DBFEMSB  LOGISTICS  AOBVCT 

Th«  D«f«nae  Logiatica  Aganoy  fully  supports 
DoD’s  TQM  initistivss  for  continuous  lBg>rovsMnt  MOT  A 

st  svsry  Isvsl .  Ths  OLA  TQM  Master  Plan  sarvas  3L0QAM 

as  tba  foundation  for  tha  iaplaaantation  of  TQM  FAD  OR 

within  tha  Aganoy.  EOZZ  WORD 

TQM  is  not  just  another  program,  fad.  slogan,  or 
*Busz  Word*.  It  is  a  philosophy  which  will  ba 
rooted  as  a  way  of  life  within  OLA.  Adopting 
this  philosophy  will  require  a  cultural  change 
in  tha  way  we  think  and  do  business. 

OLA  stands  to  realise  major  gains  from  the 
implementation  of  TQM  throughout  the  Agency. 

As  a  Quality  Buyer,  a  substantial  portion  of 
these  gains  will  be  found  in  the  products  and 
services  we  acquire  from  industry. 

We  will  work  towards  ensuring  that  our  suppliers 
embrace  the  principles  of  TQM.  Our  Outreach 
programs  will  be  oriented  to  encourage  industry 
to  adopt  TQM.  and  to  guide  indxistry  by  example 
in  furthering  TQM  principles,  practices,  and 
philosophy.  OLA  will  be  universally  recognized 
as  a  ‘World  Class*  logistics  support  activity. 

We  do  not  intend  to  abandon  the  many  productive 
and  Innovative  improveswnt  programs  already  IMTMORATSS 

developed  and  working  throughout  the  Agency.  On  KXISTIMO 

the  contrary,  on-going  programs  will  be  enriched  IMITIATIVSS 

through  renewed  emphasis  under  the  TQM  umbrella. 

The  TQM  Master  Plan  and  the  OLA  Strategic  Plan 
complement  each  other.  The  principles  of  TQM 
philosophy  are  embodied  within  the  strategic 
planning  process  and  the  plan  itself. 

DLA  productivity  improvement  initiatives 
pursuant  to  Executive  Order  Numbers  12552  and 
12637  will  enjoy  renewed  focus  wider  the  TQM 
umbrella.  Some  other  initiatives  under  TQM 
include:  Competition  for  Performance, 

Statistical  Process  Control  (SPC) ,  automated 
data  processing  modernization  programs.  Success 
Sharing,  the  Model  Installation  Program,  and  the 
Management  Inqirovement  Program. 
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DECK WTRALI ZED 


EVERYOHE  HAS 
A  CUSTOMER 


This  plan  recognisaa  the  Inportance  of 
\^centrallsing  TQII  planning  and  execution.  It 
ia  puppoaely  broad  ao  aa  not  to  atyaie  Priaary 
Level  Field  Activity  (PLFA)  innovation  and 
initiative.  It  la  recognlaed  that  the  najor  TQM 
benefita  will  be  accrued  at,  and  by.  DLA 
aubordlnate  actlvitiea. 


KEY  ELEMEHTS 
o  TOP  LEVEL  COMMITMENT 

o  A  CULTUBE.  HOT  A  PBOGBAM,  FAD.  SLOGAN. 
OB  'BUZZ  WOBD* 

o  ENCOMPASSES  ALL  PBOCESS  IMPBOVEMENT 
INITIATIVES 


The  following  TQM  f undanentala  fora  the  preaiae 
upon  vrtiich  the  DLA  TQM  Master  Plan  ia  built. 


Throughout  DLA,  there  are  aaultitude  of 
different  tasks  performed  daily  by  members  of 
our  very  talented  workforce.  There  is  at  least 
one  customer  for  the  efforts  expended  in  the 
performance  of  every  task. 

?fhether  customers  are  co-workers,  bosses, 
organizations,  activities,  or  Soldiers,  Sailors, 
Airmen,  and  Marines.  our  customers  expect,  and 
deserve.  the  best  we,  individually  and 
collectively,  can  provide. 
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TQM  embraces  this  important  customer/supplier 
relationship  by  focusing  attention  on  providing 
timely  quality  products  and  services  in 


COMCiPTS 


•v«rythlng  that  wm  do.  Contractor*.  al«o 
cuatoBor*.  daaorva  quality.  on-tiBo  aarvioaa 
a^.  inapoctlon.  payBant. 

Bacauaa  of  tha  divaraity  of  tha  DLA  Biaaion.  tha 
cuatOBBr/auppliar  ralationahip  takaa  on  an  addad 
diBanaion  within  tha  Agancy'a  TQM  iB4>laBantation 
atratagy • 


Providing  quality  product*  or  aarvicaa 
on-tiBa  raquiraa  that  wa  know  and  thoroughly 
undaratand  aach  of  our  cuatoaar'a  naada. 

Likawiaa.  cuatoBara  Buat  undaratand  tha 

capabilitiaa  of  tha  procaaaaa  vdiich  wa  uaa  to 
produca  product*  or  aarvicaa. 


Both  partiaa  in  tha  cxiatoBar/auppliar 
ralationahip  auat  work  togathar  to  anaura  that 
naada  and  capabilitiaa  ara  corralatad  to  tha 
BaxiBUB  axtant  practicable. 


Tha  DLA  TQM  effort  raquiraa  a  cloaa 
cuatoBar/auppliar  ralationahip,  and  tha 
flexibility  to  achieve  contlnuoua  lBq>rovaBent . 


KEY  ELEMMMTS 

o  CUSTOMER  OBIBHTATIOR  --  THET  DESERVE  THE 
BEST 

o  KHOMLEDOE  OP  CUSTOMERS’  MEEDS  REQUIRED 

o  CLOSE  CUSTOMEB/SUPPLIEB  RELATIOHSHIP 
ESSEHTIAL 

o  FLEXIBILITY  PARAMOUMT 


People  are  our  Boat  important  reaource.  The 
aucceaa  of  TQM  throughout  DLA  neceaaitatea  the 
active  involvenant  of  each  and  every  oiember  of 
the  DLA  family.  Everyone  la  peraonally 
reaponaible  for  developing  an  attitude  within 
the  Agency  that  encourage*  conatructive  change. 


UMDMRSTAMD 

CUSTOMERS’ 

MEEDS 


PEOPLE  ARE 
IMPORT AMT 
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COMCiPTS 


RMCOOMITIOM 
IS  MSSEMTIAL 


COMTIMUOUS 

PROCESS 

IMPROVEMEMT 


id*ntlfi«s  opportunity,  and  atiaulatoa 
Innovativa  idaaa  for  continuous  iaprovaaont. 

lianadoMnt  is  rasponsibls  for  oraating  an 
anvironaant  «>faich  valuas  all  individuals  and 
fostars  tha  trust  iifaioh  allotw  opan 
GOBMunication  and  paraits  ehanga. 

Individual  contributions  will  ba  actlvaly  sought 
in  our  quast  to  upgrada  tha  quality  of  tha 
products  and  sarvicas  DLA  buys  and  producas. 
Concurrantly ,  aanagaaant  aust  striva  to  upgrada 
tha  quality  of  aorklifa  which  will  also 
contribute  to  an  anvlronaant  which  fostars 
continuous  laprovaaant. 

Individuals  and  activitias  will  ba  appropriately 
recognised  for  contributions  to  process,  quality 
of  work  life,  and  participatory  aanagaaant 
iaprovaaants . 


KEY  ELEMEMTS 

o  PEOPLE  ABE  THE  MOST  IMPOBTAHT  TQM 
BESOUBCE 

o  EMPLOYEE  BECOOVITIOH  CBITICAL 


A  process  is  a  systaaatic  approach  to 
accoaplishing  a  specific  task.  Just  as  everyone 
has  custoaers,  every  task  involves  processes. 

Focusing  on  the  processes  used  to  create 
products  and  sarvicas  is  fundaaantal  to  TQM. 

Whatever  tha  task.  many  people  are 
involved  with  the  ayriad  of  processes  «diich 
contribute  to  DLA  mission  accompllshaent . 
Employee  knowledge.  analysis.  sieasureoient .  and 
improveswnt  of  work  processes  is  key  to  the 
success  of  TQM. 
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It  i«  a  baalc  pracapt  of  TQM  tbat  all  aaployaaa 
hava  a  profound  knowladga  of  aaoh  procasa  with 
nbich  thay  ara  involvad.  and  that  thay  usa  that 
knowladga  to  anhanca  afflciancy  and 

af factivanaaa.  Poaitiva  laprovaaant  la  primarily 
ganaratad  froB  tha  idaaa  of  thoaa  who 

partlcipata  In  procaaaaa. 

Only  aftar  avary  aapact  of  aach  procaaa  ia 
■aatarad,  can  analyaia,  BaaauraMnt,  and 

laprovasant  afforta  ba  affactad  ahlob  intagrata 
TQM  into  tha  OLA  buainaaa  Bodua  oparandi . 


Procaaa  analyaia  ia  a  critical  coi^>onant  of  tha 
OLA  TQM  effort.  Many  proven  aanaganant 
tachniquaa  and  analytical  toola  ara  available 
to  aaaiat  in  procaaa  analyaaa. 

Through  profound  knowladga  and  appropriate 
atatiatical  toola.  potential  li^>rovaBanta  can  ba 
identified,  beginning  with  tha  araaa  offering 
the  largaat  return  on  invaatwant.  It  ia 
iterative  that  critical  control  pointa  ba 
iaolated  in  procaaaaa  where  opportunltiaa  for 
laprovaaant  exiat. 


KEY  SLEUEETS 

o  PEBPOBMAVCE  I EVOLVES  PBOCESSES 

o  PBOFOUHD  KEOMLEDOE  OF  PBOCESSES  NEEDED 

o  MAEAOEMEET  TECHEIQUES  AED  AEALTTICAL 
TOOLS  ABE  KEYS  TO  PBOCESS  IMPBOVEMEET 


Procaaa  laprovement  naceaaitataa  application  of 
dlaciplinad  ayatama.  By  applying  problaw 
aolving  tachniquaa,  ayatamic  waaknaaaaa  and 


PROFOOMD 

KMOWLEDOE 


PROCESS 

ANALYSIS 
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COMCMPTS 


DISCIPLIMtD 

SYSTEMS 


TEAM 

COMCEPT 


MEASUREMEET 


pot«nti«l  aolutlona  can  ba  idantifiad,  and  tha 
lapact  of  altarnativa  solutiona  dataralnad. 
Statiatioal  Procaaa  Control  and  othar  graphic 
■athoda  can  halp  in  dataraUning  if  procaaaaa  ara 
within  accaptabla  tolarancaa. 

Spacial  Procaaa  Action  Baviaw  Coawittaoa 
(SPABCa)  ( further  addraaaad  in  tha  naxt 
aaction  undar  wathodology)  will  ba  forwad  to 
aaaaaa  procaaaaa  requiring  a  wulti- talent ad 
and/or  anilti-functional  team  effort.  SPABC 
■awbara  ahould  ba  trained  in  problem  aolving 
tachniquaa  and  atatiatical  analyaia  mathoda  to 
enhance  their  af f activanaaa . 

SPABC  focua  will  ba  on  procaaa  iaprovawant  — 
tha  corner a tone  of  TQM. 


Maaauraawnt  data  will  be  \iaad  to  datarwina  if 
procaaa  analyaia  and  iaprovamant  tachniquaa  ara 
auccaaaful.  If  changaa  to  procaaaaa  ara 
ineffective ,  new  or  reviaed  procaaa  changea  will 
be  Incorporated  in  the  proceaa  iaprovewent 
cycle . 


KEY  ELSMEHTS 

o  DISCIPLIHED  IMPBOVEMBBT  SYSTEM  VITAL 
o  TEAMWORK  IS  FOUHDATIOV  TO  SUCCESS 
o  PROCESS  CHAJIQE  MEASUBEMEBT  IS  CRITICAL 
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MMTBODOLOaY 


Cultivating  Total  Quality  Managaaont  as  a  way  of 
llfo  for  OLA  will  requlra  dovalopaont  of  a  TQM 
structura,  idantl float ion  of  raaponaibilitiaa 
and  aatabliahaant  of  goala.  It  will  alao 
raquira  follow-up  by  all  lavala  of  aanagawant  to 
track  iwplawantation  and  prograaa. 

Tha  OLA  TQM  Maatar  Plan  containa  broad  goala 
and  objaetivaa  irtiich  provlda  a  fraaowork  for 
Total  Quality  Managaaant  in  OLA.  Thaaa  broad 
goala  and  objaetivaa  will  ba  raflactad  and 
aupportad  by  apacific  procaaa  iwprovawant  goala 
dava loped  by  tha  Haadquartara  OLA  Principal 
Staff  Elaaanta  (PSEa)  and  tha  PLPAa. 

In  OLA,  TQM  goala  will  ba  tranalatad  into 
iwprovad  producta  and  aarvicaa  through  tha 
rapatitiva.  continuoua  uaa  of  a  procaaa 
ii^>rovaaMnt  cycle.  Tha  procaaa  Iwprovawent 
cycle  will  conaiat  of: 

-  Identification  of  work  proceaaaa 

-  Identification  of  relevant  waaaurawant 
pointa 

-  Identification  and  priori tiaatlon  of 
opportxuiitiaa  for  iaq>rovaaMnt 

-  lap lamentation  of  tha  beat  aolutiona 

-  Monitoring  ef factivanaaa 

SPABCa  will  ba  formd  to  affect  procaaa 
improveawnt  both  within  a  functional  area  and 
whan  it  ia  nacaaaary  to  addreaa  proceaaaa  that 
apan  two  or  aore  fxjnctional  araaa .  Tha  ataff 
element  having  primary  ataff  raaponaibility  for 
tha  Initiative  will  dataraina  tha  SPABC 
aambarahip  and  appoint  a  team  leader. 


MMTBODOLOOY 


KEY  ELEMEWTS 
o  DEVELOP  TQM  STSnCTDBE 
o  DEFIES  BESPOBSIBILITIES 
o  ESTABLISH  GOALS 
o  MAEAGEMBET  POLLOM  IIP 


TQM  STBUCTHBS 

A  TQM  Atruetup*  will  b«  •«tablish*d  which 
piSSybAchA  on  the  curront  opSanizAtion  to  tho 
WAXiwuAi  Axtont  poAAiblo.  Tho  boAic  TQM  Atpuctupo 
fop  OLA  iA  diaSPMAAAd  bolow: 


LEADEBSaiP 

lEVOLVEMEMT 


UETBODOLOar 


The  R««dquart«r«  DLA  TQM  «tr\ietiir«  will  ooii«l«t 
of  an  Sxaeutiva  Staorlng  Coaalttoo  (ISC) ,  an 
Bxacutlva  Working  (iroup  and  PSI  Funotional 
Working  Oroupa.  Tha  18C  will  Inoludo  all  P8B 
haada  and  will  ba  ohalrad  by  tha  Bxaoutiva 
Diraotor,  Dlraetorata  of  Quality  Aaauranea.  Tha 
Bxacutlva  Working  Oroup  wawbarahip  will  Includa 
an  action  officer  daalgnatad  by  aach  P8B  and  a 
group  laadar  appointed  by  tha  BSC  chalrwan.  PSB 
working  group  wawbarahip  will  ba  datarwlnad  by 
aach  PSB  Head. 

Bach  PLFA  will  aatabliah  a  Steering  Conalttaa 
«diich  raporta  to  tha  PLFA  Coawandar  and  la 
aupportad  by  Working  Oroupa.  Tha  coiq>oaltion 
of  Steering  Coaailttaaa  and  Working  Oroupa  will 
ba  datarwlnad  by  aach  PLFA. 


UY  BLtMgMTS 

o  C0MSI8TBBT  WITH  DLA  OBOAMIZATIOH 
o  IBVOLFBS  TOP  MAMAOBMBHT 
o  IBCOBPOBATBS  WOBXIBO  OBODPS 


BBSPOHS I B I L X TI BS 

Tha  overall  DLA  TQM  effort  will  ba  tha 
raaponaibility  of  tha  BLA  BSC  which  will  report 
to  tha  Director  of  the  Agency.  Tha  DLA  BSC 
will : 

-  Adviaa  tha  Agency  Director 

-  Eatabliah  broad  DLA  TQM  goala 

-  Provide  guidance  and  direction  for  TQM 
iwplawantation 
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Ovaraaa  TQM  in  DLA 


miTHODOLOOY 


Th«  ESC  will  Mat  at  tha  call  of  tha  chairaan, 
but  no  laaa  than  quartarly.  to  diaouaa, 
fopwulata.  and  rafina  TQM  policy,  inltiativaa, 
goala  and  aohlavaaanta.  Tha  ESC  will  ba 
aupportad  by  tha  Exaeutlva  Mopklng  Qroup  which 
will  facilitata  TQM  iwplawantatlon  at  tha 
Baadquartara .  aaalat  tha  PLFAa  with  thair 
progpaaw  and  aarva  aa  tha  Agancy  focal  point  for 
TQM. 

Tha  PSB  haada  aupportad  by  Working  Qroupa  will 
iwplawant  tha  HQ  DLA  Maatar  TQM  Plan,  prapara 
PSB  TQM  plana  and  provida  ovaraight  of 
functional  araa  TQM  inplawantation  by  tha 
PLFA(a) .  Tha  PSB  plana  will  incorporata  tha  DLA 
Maatar  Plan  wathodology  and  broad  goala.  provida 
apacific  functional  araa  procaaa  inprovawant 
goala,  and  contain  procaduraa  for  tracking  tha 
iaqilaaMntation  of  TQM  inltiativaa. 

Tha  PLFAa  will  prapara  TQM  iBq>lawanting  plana 
lAlch  incorporata  tha  wathodology  and  goala 
aatabliahad  by  tha  Baadquartara  DLA  BSC  and 
applicabla  functional  araa  goala  idantifiad  in 
tha  PSB  TQM  plana.  Tha  PLFA  plana  will  alao 
contain  PLFA  uniqua/apacif ic  goala,  aa  way  ba 
appropriata,  and  procaduraa  for  tracking 
prograaa . 

PSB  and  PLFA  laq>lawanting  plana  will  includa  tha 
following  flva  aactiona:  Concapt.  Methodology, 
Goala,  Bxacution.  and  Appandicea.  A  copy  of 
each  PSB  and  PLFA  iwplawantation  plan  will  be 
provided  to  the  Bxacutive  Working  Group. 


lUPLEMEMTIMO 

FLAMS 
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MTTi 


UODOLOOY 


KEY  MLiMEMTS 

o  BSC 

oo  DLA  TQM  MASTBB  PLAM 
oo  MABAOBMIIT  OTBRSIOHT 
o  PSK 

oo  IMPLIMORIMO  PLAB 
oo  FOCUS  OH  FUHCTIOHAL  ABBA 
o  PLFA 

oo  IMPLBmTIHG  PLAH 
oo  IHCOBPOBATB  HQ  DLA  GOALS 


oo  SPBCIPIC  PLFA  GOALS 
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CORE  DLA  TQM  GOALS 


COMMITMMMT 

TO 

TRAIMIMG 
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Th«  TQM  Cop«  Qoala  listed  in  thia  aactlon  ara 
conaidarad  nacaaaary  for  auooaaaful  Intagration 
of  TQM  throughout  DLA.  Thay  do  not  axhauat  all 
of  tha  aotiona  raqulrad  nor  do  thay  limit 
additional  goala  aa  wm  prograaa  to  tha  quality 
lifa-atyla  angandarad  within  tha  TQM  philoaophy. 
Piald  activitiaa.  particularly,  way  want  to 
axpand  thaaa  goala  to  bat tar  ancowpaaa  tha 
wiaaion  of  thair  organization. 


DEVELOP  A  TQM  TBAIHBD  MORKPOBCE 

Succaaaful  iB«>laaantation  of  TQM  in  DLA  raquiraa 
a  proparly  trainad  blua  and  lAlta  collar 
workforce.  including  axacutivaa,  wanagara, 
facllitatora  and  workara  alike.  TQM  raquiraa  a 
level  of  cowed tmant,  Involvawant  and  dedication 
which  can  only  be  achieved  by  a  atructurad, 
contlnuoua  education  program.  Thia  training 
muat  begin  at  tha  executive  level  and 
dalibarataly  permeate  the  entire  organization 
through  an  organized  downward  training  cycle. 
DLA  training  will  conaiat  of  five  alamanta: 

Introduction  of  TQM  concapta  to 
axacutivaa.  managara,  auparvlaora  and 
aiq}loyaaa . 

Training  of  TQM  facllitatora  who  will 
aarva  aa  internal  conaultanta  to  aupport 
TQM  in  operation. 

Utilization  of  publicity/inf ormation 
aervicaa  to  keep  tha  program  and 
training  opportuni tlaa  in  tha  forefront. 

Identification  of  aubaaquant, 
increaaingly  detailed  continuing  TQM 
training  opportuni tiaa  for  auparvlaora 
and  managara . 

Eatabliahmant  of  tha  nacaaaary  proceaaea 
to  adminiatar  tha  TQM  training  program. 


CORE  DLA  TQM  GOALS 


llhll*  training  will  b«  a  continuoua  affort,  a 
auooaaaf ul .  organ iaad  approach  to  TQM  raquiroa 
that  tha  highaat  lavala  of  oMuiagawant  raeaiva 
propar  training  aa  a  priority,  followad  by  tha 
davalopwant  of  facilitatora  and  training  of 
widdla  wanagaanint  and  othar  paraonnal  raquiring 
apaoialiaad  training.  Spacific  wilaatonaa  will 
ba  davalopad  by  aaoh  PSB  and  PLFA  for  thair 
activity.  Training  will  focua  on  both  intarnal 
and  axtarnal  applioationa  of  TQM  and  ralatad 
■anagawant  principlaa. 


KEY  ELEMEMTS 

o  SBCUHE  APPBOPBIATB  TBAIVIMG 
o  TOP  DOMH  TBAIVIMG 
o  DBVBLOP  FACILITATOBS 
o  COVTIVUOUS  TBAIVIMG 


HABMOMIZB  DIBBCTIVBS 

DLA,  lika  any  organisation,  oparataa  undar 
policiaa,  guidalinaa,  ragulationa  and  lawa  frow 
both  intarnal  and  axtarnal  aourcaa.  If  wa  ara 
to  aaaura  that  Total  Quality  Managawant 
paraaataa  our  dally  activitiaa.  and  foatara 
iwprovawanta  in  our  procaaaaa.  inconaiatanciaa 
within  axiatlng  dlractivaa  wuat  ba  corractad. 
Tha  baaic  intant  ia  to  aliwlnata  barriara  to 
auccaaa  idiathar  intarnal  ly  or  axtarnal  ly 
iapoaad. 


Aa  tha  Total  Quality  Managawant  procaaa  takas 
hold  in  DLA,  managawant  wuat  aaaura  commonality 
and  consiatancy  of  improvawant  approachaa  by 
aliwinating  contradictory  signals.  Motivating 
factors  wuat  bo  cons is tan t  with  tha  TQM 

philosophy.  Directivas.  ragulationa. 


COMTIMUOUS 
THAI  MI  wa 


IMTERMAL 

BARRIERS 
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COMM  DLA  TOM  COALS 


MMTMMMAL 

BAMMIMMS 


SYBCHSOMIZM 


liuitruotioM  and  nttitudM  will  b«  raviannd  for 
ooafllot  wltli  tha  TQil  approach  and  haraoaiaad 
aooordlndlp. 


Total  Quality  Munoganant  raquiraa  ravloa  of  tho 
prooaaaoa  of  our  work  aavlronaont.  By  vlrtua  of 
tho  nlaaioa  of  DLA.  «o  Intarfaoa  with  a 
■ultltuda  of  outaldo  aganolaa,  ahoao  dlraotlvoa, 
polieiaa  and  attltudoa  dlrootly  lapaet  DLA* a 
work  onvlronnont.  Willo  oftan  aoro  difficult 
to  roaolva  than  Intornal  iaauaa.  axtornal 
barriora  auat  alao  bo  roviaaad  and  properly 
aaaoaaod  in  light  of  TQM.  An  apprc»aoh  auat  bo 
dovolopod  for  roaoving  any  axtornal  obataoloa. 


KMT  MLMMMMT8 

o  IDBBTIFT  ABD  BBMOTB  IBTBBIAL  0B8TACLB8 

o  HABMOBIZB  TQM  BFP0BT8  ABD  DIBBCTITBS 

o  ZDBBTIPT  BZTBBBAL  0B8TACLB8 

o  DEVELOP  APPBOACH  TO  BEMOVE  EZTEBBAL 
OBSTACLES 


IBTEOBATE  EZISTIBG  IBZTIATIVES 

Exiating  initiatlvoa  within  DLA  which  oncoapaaa 
tho  prinoiploa  of  oontlnuoua  procoaa  improvmmmnt 
will  bo  dofinod  and  aynchronlaod  under  tho  TQM 
uabrolla.  PSEa  or  PLFAa  roaponalblo  for  each 
Initiative  will  carefully  review  tho  application 
of  each  initiative  or  prograa  and  aodify  or 
refine  procedurea  to  inaure  that  they  are  in 
conforaance  with  TQM.  A  diacuaalon  of  aoae 
ongoing  initiativea  or  prograaa  lAleh  fall  under 
the  TQM  uabrolla  ia  provided  at  appendloea  B  and 
C.  Theae  appendloea  are  not  intended  to  be  all 
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CORE  DLA  TQM  GOALS 


inolutfiv*.  Addition*  or  dolotion*  any  occur  a* 
TQM  iaploMntation  and  training  prograaaea 
throughout  th*  Agency. 


KEY  ELEMEMTS 

o  DEFIMB  BXISTIHG  IHITIATITBS 
o  MODIFY  OB  BBFIME 
o  STHCHBOMIZE  OEDEB  TQM 


SEMSITIZE  lEDUSTBY  TO  TQM. 

AMD  EMCOUBAOB  AOOPTIOE  IE  BUSIEESS  STBATEGT 

OLA  ia  luiiquoly  auitod  to  accoaaodat*  this  goal 
by  virtuo  of  our: 

Defonso  Contract  Adainistration 
Services  (DCAS)  aission  (Adainistration 
of  over  400,000  priae  contracts  and 
approxiaately  100,000  support  contracts 
at  00,000  contractor  facilities) 

Geographic  dispersion  (  Eine  DCAS 
Begions ,  39  DCAS  Manageaent  Areas  and  46 
DCAS  Plant  Bepresentative  Offices) 

Colocation  with  indxistry  holding  major 
government  contracts  (Administrative 

Contracting  Officers  and  their  teams 
including  Quality  Assurance 

Bepresentative* ) 

Frequent.  routine  visits  with  senior 
industry  officials  who  mold  business 
strategy  and  influence  business 
operations  (DLA  leaders  routinely 
participate  in  contracting  and 
adainistration  symposia  and  seminars 
sponsored  by  industry  associations  and 
individual  cooqianies) 


MILITARY 

IMDUSTRIAL 

lETERFACE 
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CORE  DLA  TQM  GOALS 


OUTREACH 


Tltmmm  industrial  aactor  oontacta  provida  an 
idaal  forum  to  furthar  DoD  acquisition  goals  and 
objactivas  aliila  influancing  Industry  businasa 
oparations. 

DLA  has  a  vary  activa  Industry  outraach  program 
oriantad  to  provida  information  ragarding: 

Baal  and  projactad  contracting 

opportunitiaa 

Efforts  to  axpand  tha  Dafansa  industrial 
basa  for  salactad  products  and  product 
linas 

Inltiativas  to  incraasa  contracting 
opportunities  for  targatad  businasa  and 
and  socio-aconomic  sectors 

This  outraach  natmork  is  an  idaal  catalyst  to 
amphasisa  tha  TQM  philosophy,  concepts  and 
initiatives  in  both  mrittan  and  verbal 
communications.  Tha  primary  foctis  is  to 
amphasiza  tha  advantages  inherent  by 
institutionalization  of  a  total  quality  culture 
to  include: 

Better  opportunity  to  maxizUze  profits 

Enhanced  competitiveness  in  the  private, 
public  and  international  sectors 

Increased  cash  flow,  influenced  by 
contractor’s  contributions  to  qxiality 


OLA  enters  into  more  than  1,400,000  contracts 
annually  for  goods  and  services  to  support  our 
Armed  Forces.  Our  solicitations  for  expressions 
of  Interest  and  for  proposals  are  an  effective 
extension  of  the  DLA  outreach  program.  They 
provide  an  excellent  means  to  cause  industry  to 
embrace  the  TQM  philosophy. 
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Sollalt«tioii«  0mrvm  mm  m  oMtMlyMt  to  gain  and 
hold  oontraotora*  attantion  bacauaa  of  DLA 
'World  Clasa  CuatoMr*  initiativa*  ahioh: 

Baaard  quality  produears 

Buy  on  tha  baaia  of  baat  valua  award 
daolaion  crltarla  vlca  lowaat  ooat 

Conaldar  paat  parforwanca  in  aourca 
aalaetion  daeialona 

Many  aggraaaiva  and  innovativa  initiativaa  ara 
alraady  ongoing  throughout  tha  Aganey.  Moat  ara 
oriantad  at  aliwlnating  poor  parforwara  and 
buying  quality  up-front  through  aourca  aalaetion 
atratagiaa  which  awbraca  TQM  by  identifying  DLA 
aa  a  'Quality  Buyer'. 


KEY  ELEMEETS 

o  SEBSITIZE  IWDUSTRT  TO  TQM 

o  BUILD  TQM  IMCEHTIVES  IHTO  THE 

PBOCUBEMBHT  PBOCESS 

o  OUTBEACH  TO  IHDUSTBT 


WORLD  CLASS 


QUALITY 

BUYER 
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ACTIVE 

PARTJCIPATIOM 


DLA 

CEMTERS 


DBMOVSTBATB  AM  UVCOIIPBOMISIHO  COIMITIIBBT 
TO  BUTIMO  ABB  SUPPLTIHO  THE  BIOHBST 
QUALITY  PRODUCTS  ABD  SBBTICBS. 

Th*  active  and  innovative  participation  of  the 
entire  teaa  of  DLA  nultifunctional  subordinate 
activities  is  the  foundation  of  the  DLA  TQM 
effort.  Success  requires  a  total  quality. 

custoBsr  satisfaction  orientation  in  every 
agency  mission  area  directly  supporting  each 
phase  of  the  Weapons  System  Life  Cycle.  These 
include  the: 

Procurement  of  products  and  services. 

Stocking.  storing  and  distribution  of 
awteriel 

Administration  of  contracts  assigned  by 
the  military  services  and  DLA 

Disposal  of  materiel  declared  obsolete 
or  surplus 

Support  provided  by  DLA  Service  Centers 

DLA  manages  over  2.8  million  items,  approximately 
60X  of  the  consumable  DoD  national  stock 
numbered  inventory.  To  accomplish  this  vital 
Defense  readiness  responsibility.  the  Defense 
Supply  Centers  execute  about  1.400,000  contracts 
annually.  The  processes  required  to  acconplish 
this  monumental  procurement  and  contracting  task 
will  enable  OLA  to: 

Identify  and  effect  corrections  to  real 
and  suspected  bottlenecks  to  government 
contracting 

Test  innovative  procedures  and  practices 
to  fix  contracting  process  flaws  and  to 
streamline  the  contracting  process 

Beorient  buying  practices  and  strategies 
to  better  assure  timely  delivery  of 
quality  products 
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-  Help  raator*  public  trust  and  confldanca 
in  tbs  DoD  ProoursBsnt  Proosss 

Enhance  our  credibility  with,  and  the 
satisfaction  of,  ctistoaers  tie  support 

In  this  regard  the  DLA  buying  activities  have 
sought,  and  will  continue  to  pursue,  contracting 
strategies  iiiiich: 

Base  aiiards  on  beat  value  proposals  vice 
louest  coat 

Disqualify  poor  perforaera  from 
coapeting 

Becognise  and/or  reward  proven 
responsible  contractors  in  the  source 
selection  process 

Approxiaately  two  ail lion  iteaa  valued  at  about 
ill.S  billion  are  stored  in  the  DLA  depot 
aystea.  Otu*  six  depots  receive  and  issue  aore 
than  20  aillion  requisitions  annually.  DLA 
depots  have  deaonstrated  sensitivity  for  the 
need  to: 


Streaallne  operations 

Seduce  depot  operating  costs  through 
incorporation  of  TQM  techniques 

Better  assure  depot  stock  is  of  the 
highest  quality  and  conforas  to  custoaer 

needs 

Iag>roveaent  prograas  are  being  tested, 
deaonstrated,  and  Installed  throughout  our  depot 
systea.  The  Agency  will  continue  to  take  tbe 
lead  to  develop  and  initiate  prograas  to 
continuously  improve  depot  aanageaent,  aateriel 
oversight,  and  operating  procedures  irtiich  will, 
in  turn,  enhance  custoaer  support  worldwide. 

The  DCASSs  will  also  continue  to  aggressively 
support  this  goal  through  initiatives  which: 

Reduce  the  potential  for  nonconforming 
materiel  entering  the  DoD  logistics 
pipeline. 


IMMOVATIVM 

COMTRACTIMQ 


DLA 

DEPOTS 


CORTRACT 
ADMI  Ml  STRATI  OR 
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DRMS 


Bncour«g«  contrAotora  to  roduco  coata 
aaaoclatad  with  production  inafflcioncy 
and  poor  qtiality 

Enhance  coaaunlcationa  with  corporate 

■anageaent 

Evaluate  ef fectiveneaa  of  contractor 
uae  of  SPC  and  other  analytical 
techniquea 

Train  the  ACO  teaaa  in  SPC  and  other 
analytical  techniquea 

Eliainate  poor  perforaera  during 
preaaard  aurveya 

Provide  current  inforaation  to  buying 
and  apecif ication  control  activitiea 
regarding  contractor  progreaa  and  iaauea 
relating  to  technical  data,  which  aay 
require  Governownt  action 

Puraue  quality  producera  which  will 
allow  reduction  in  contract  aanageaent 
overalght 

The  Defenae  Beutilizatlon  and  Marketing 
Service (DBMS)  operatea  field  officea  at  over  200 
locations  worldwide  to  receive,  redistribute, 
and  conduct  public  sales  and  otherwise  dispose  of 
surplus  and  excess  property.  Annual  throughput 
of  five  Billion  line  iteas  la  valued  at  seven 
billion  dollars.  DBMS  will  continue  to  support 
TQM  through  initiatives  to: 

-  Develop  a  clear,  functional  business 
strategy  for  each  aission  area 

-  laprove  aethods  for  handling  and 

accounting  for  low  value  condeaaed  iteas 

-  Streaaline  local  sales  procedures 

-  Slaplify  operating  regulations  and 
procedures 
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-  Upgrmd*  aging  and  unalghtly  facllltiaa 

-  Bnaura  full  coaplianca  with 
anvironwantal  raquiraaanta 

The  DLA  faaily  will  continue  to  pursue 
innovative  and  enterprising  techniques  and 
prograws  fdiieh  further  the  TQM  philosophy  and 
dewonstrate  an  uncowprowising  cosadtaent  to 
buy  and  supply  the  highest  quality  products  and 
services. 


KEY  ELEMEETS 

o  iniCOMPBOMlSIHO  COIMIITMBHT  TO  QUALITY 

o  EHTIBB  DLA  FAMILY  PABTICIPATES  AMD 
COMTBIBUTES 

o  CUSTOMBB  SATISFACTION  OBIEHTED 
o  IMPBOVED  MATEBIEL  BEADIHESS  SPINOFF 


ENHANCE  DLA  BECOONITION  AND  AMABD  SYSTEM 

As  with  other  disciplines  ewbodied  under  the 
uabrella  of  TQM,  recognition  and  awards  for 
deserving  individuals  and  groups  will  be 
accowplished  through  existing  methods.  However, 
recognition  programs  will  be  enhanced  to  reward 
TQM  super  achievers  and  to  publicize  success 
stories . 


REWARD 

ACHIEVERS 
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COMMOMICATE 


PUBLIC 

RELATJOES 


KEY  ELEMEMTS 

o  BEGOGSIZB  TQM  ACHIBTBMEMTS 

o  USB  BZISTIHO/BHBAHCBD  BBCOGHITIOB 
METHODS 

o  SPREAD  THE  WORD  OH  SUCCESS  STORIES 


DEVELOP  FEEDBACK  AMD  COIMDHICATIOH  SYSTEM 

F««db«ek  and  coaMunlcatlon  mymtmmm  will  ba 
davalopad  or  anhancad  to  provida  aachanlaM  for 
capturing  and  aharing  banaflta  raaultlng  from 
TQM  iaqilasantation.  Exlatlng  functional  araa 
faadback  ay a taaa  irihicb  «aaaura  ouatoa»r 
aatiaf action  will  ba  fina-ttmad  to  faoilitata 
tha  evaluation  of  procaaa  iiqirovawanta  and  TQM 
iaplawantation.  Coaaninication  ayataaui  including 
alactronic  wail. a. g. .Idea  Hat  will  ba  uaad  to 
ahara  inforwation  concarning  auccaaaful  TQM 
initiativaa  throughout  DLA.  A  quarterly  TQM 
Hawalatter  will  ba  davalopad  to  publiciaa 
TQM  at  all  lavala  of  tha  Agency ’a  workforce,  and 
eventually,  to  DLA  cuatomara  and  contractora. 


KEY  ELEMEMTS 

o  BHHAHCE  EXISTIHO  FEEDBACK  PROGRAMS 
o  COMMUHICATE  AHD  PUBLICIZE  TQM 
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IMSTITUTIOVALIZE  TQM  WITHIM  DLA 

The  ultinate  goal  ie  to  Incorporate  TQM  into  the 
everyday  life  of  the  Agency.  The  principles, 
training  practices  and  processes  aioMd  at 
achieving  continuous  iB^>roveBent  will  becone 
routine  bxisiness  for  DLA.  The  TQM  label  will 
eventually  fade  from  use  «dien  continuous  process 
iaiproveaent  is  ingrained  throughout  the  Agency 
as  the  nornal  method  of  operation  by  all 
employees  at  all  levels. 

This  goal  will  be  accoii^>lished  through  the 
commitment  and  participation  of  the  Agency’s  top 
Bmnagement  at  the  Headquarters  and  the  PLPAs . 
Top  leadership  cosHsitoient  will  be  simplified  by  a 
continuous  education  program  which  will  be  used 
to  instill  the  TQM  philosophy  at  all  levels  of 
the  workforce. 

This  TQM  Master  Plan  constitutes  guidance  and 
direction  regarding  i  gap  lamentation  of  Total 
Quality  Management  throughout  the  Defense 
Logistics  Agency. 


MAY 

OF 

LIFE 


KEY  ELEMEHTS 

o  TOP  MAMAOEMENT  COIOflTMEirr 
o  CONTIirUOUS  EDUCATION 
o  IHGBAINED  THBOUGHOUT  THE  AGENCY 
o  CONTINUOUS  PROCESS  IMPROVEMENT 
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KXECUTIOM 


This  portion  of  the  plan  contains  the  actions  DLA 
is  taking  to  inpleaent  TQM  throughout  the  Agency. 
Listed  on  the  following  pages  are  the  broad  or 
encoapassing  actions  necessary  to  complete  major 
allestones  for  the  execution  strategy. 
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APPEMDIX  A 


TKBMS 

Process  -  A  systematic  approach  to  accomplishing  a  specific 
task. 

Control  Chart  -  A  method  of  monitoring  the  output  of  a  process 
or  system,  through  the  sample  measurement  of  a  selected 
characteristics  or  characteristics  and  the  tracking/analysis  of 
its  performance  over  time. 

Fishbone  Chart  -  A  cause  and  effect  diagram  for  analyzing 
problems  and  the  factors  that  contribute  to  those  problems. 

Histogram  -  A  bar  graph  displaying  a  frequency  distribution  of 
actiial  factors. 

Pareto  Chart  -  A  bar  graph  of  identified  causes  shown  in 
descending  order  of  magnitude  or  frequency. 

Scatter  Diagram  -  A  graph  displaying  the  correlation  of  two 
characteristics,  norstally  a  coaq>ar ison/relationship. 

Process  Improvement  Cycle  -  An  analytical  method  for  improving 
processes.  The  improvement  cycle  consists  of:  identification 
and  definition  of  the  processes  by  irtiich  work  is  accomplished, 
identification  of  relevant  measurement  points,  identification 
and  prioritization  of  opportunities  for  iiiq>rovement , 
implementation  of  the  best  solutions  and  monitoring  of 
effect! veness . 

Productivity  -  The  efficiency  with  idiich  resources  are  used  to 
produce  a  government  service  or  product  at  special  levels  of 
quality  and  timeliness. 

Special  Process  Action  Review  Committee  -  Action  teams  which  are 
formed  as  needed  for  those  TQM  initiatives  which  address 
improvements  to  processes. 

Statistical  Process  Control  -  A  measureinent  method  used  for 
assessing  the  performance  of  processes. 

Total  Quality  Management  -  A  strategy  for  continuously  iiiq>roving 
performance  at  every  level  and  in  all  areas  of  responsibility. 

Quality  -  The  extent  to  «diich  a  product  or  service  meets 
customer  requirements  and  is  fit  for  use. 
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ABBBKVIATIOMS 

AGO  -  Adainiatrative  Contracting  Officer 
AI  -  Artificial  Intelligence 
CFB  -  Conceptional  Pxuitional  Bequireaenta 
DCASB  -  Defenae  Contract  Adminiatration  Servicea  Region 
DLA  -  Defenae  Logiatica  Agency 
DMIMS  -  Diatributed  Miniture  Coa^uter  Syatea 
DSC  -  Defenae  Supply  Center 

E*  -  Excellence  &  Efficiency  in  an  Enriched  Environaent 
ESC  -  Executive  Steering  Comaittee 
IDTG  -  Indefinate  Delivery  Type  Contract 
PLFA  -  Prioiary  Level  Field  Activity 
PSE  -  Principal  Staff  Element 
QAB  -  Quality  Aaaurance  Repreaentative 
QUEST  -  Quality  Ef f ectivenesa  Sensing  Technique 
SAmiS  -  Standard  Automated  Materiel  Management  Syatea 
SPARC  -  Special  Proceaa  Action  Review  Committee 
SPC  -  Statiatical  Proceaa  Control 
SPD  -  Special  Purpoae  Data 
TQM  -  Total  Quality  Management 
VE  -  Value  Engineering 
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HQ  DLA  PBIHCIPLE  STAFF  BLEMBHTS 


DLA-A  -  Diractorate  of  Contract  Managamant 

DLA-B  -  Of flea  of  Public  Affaira 

DLA-C  -  Of  flea  of  Coup tro liar 

DLA-D  -  Director,  Oafenaa  Logiatica  Agency 

DLA-G  -  Office  of  General  Cotinael 

DLA- 1  -  Office  of  Conunand  Security 

DLA-J  -  Office  of  Contracting  Integrity 

DLA-K  -  Office  of  Civilian  Peraonnel 

DLA-L  -  Office  of  Policy  and  Plana 

DLA-M  -  Office  of  Military  Peraonnel 

DLA-N  -  Directorate  of  Stockpile  Management 

DLA-0  -  Directorate  of  Supply  Operationa 

DLA-P  -  Directorate  of  Contracting 

DLA-Q  -  Directorate  of  Quality  Aaaurance 

DLA-S  -  Directorate  of  Technical  and  Logiatica  Servicea 

DLA-U  -  Office  of  Small  and  Diaadvantaged  Buaineaa  Utilization 

DLA-W  -  Office  of  Inatallation  Servicea  and  Environmental 
Protection 

DLA-X  -  Office  of  Admlniatration 
DLA-Y  -  Office  of  Congreaa ional  Affaire 


DLA-Z  -  Office  of  Telecommuni cat Iona  and  Information  Syatema 
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Th«  D«f«n8e  Logistics  Agency  has  under  way  a  number  of  very 
successful  process -improvement  initiatives.  By  synchronizing 
and  refining  them,  DLA  hopes  to  iBQ>rove  the  uniformity  of  their 
application,  which  will  contribute  to  their  institutionalization 
as  key  components  of  the  TQM  philosophy. 


ABTIFICIAL  IHTELLiaEMCE  (AI) 

Expert  systems,  natural  language  interfaces,  vision  and  voice 
systems,  and  intelligent  robots  are  being  \ised  to  reduce  routine 
decision-making  by  DLA  personnel  so  that  they  can  concentrate  on 
more  iaq>ortant  issues. 

Examples  of  current  projects  include  an  Inventory  Manager’s 
Assistant  to  reduce  the  smnual  workload  associated  with 
reviewing  recommended  buys  from  the  Standard  Automated  Materiel 
Management  System,  a  Buyer’s  Assistant  to  help  a  buyer  in 
selecting  contract  clauses  for  solicitations  in  bulk  fuel 
procurements,  and  a  laptop  computer  application  to  assist 
contract  administration  personnel  in  reviewing  purchasing  system 
procedures . 

DLA  is  also  forming  an  Artificial  Intelligence  Coordinating 
Group  to  focus  on  Al  policy  issues,  identify  projects,  and 
develop  systems  and  support  mechanisms. 


BUYING  BEST  VALUE 

DLA  productivity  activites  have  taken  the  lead  to  introduce 
value  (quality),  vice  price  alone,  into  our  pricing  process. 
Buying  Best  Value  initiatives  demonstrate  DLA's  commitment  to 
be  universally  recognized  as  a  ’World  Class*  logistics  support 
activity . 

Under  DLA’s  Competition  for  Performance  program,  contractors 
with  a  sterling  delivery  and  quality  history  are  being  included 
on  a  Quality  Vendor  List  and  thus  far  have  won  28  contracts  at  a 
price  higher  than  the  lowest  offeror’s.  Similarly,  under  the 
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Defense  Personnel  Support  Center's  ‘greatest  value  source 
selection*  and  ‘low  coat,  technically  acceptable*  approaches, 
technical  and  managerial  factors  are  considered  in  addition  to 
price . 

OLA  is  also  developing  tools  for  evaluating  and  quantifying  how 
siuch  it  coats  the  government  to  conduct  preaward  surveys  and 
source  inspections  or  to  accept  late  deliveries.  In  explicit 
recognition  of  the  cost  of  doing  business  with  leas  than 
stellar  performers,  such  costs  will  be  added  to  an  otherwise 
apparent  successful  low  offeror's  bid  before  a  contract  is  let. 


CONCEPTUAL  FUNCTIONAL  REQUIREMENT  (CFR) 

This  docximent  represents  the  distillation  of  all  concepts  and 
projects  associated  with  DLA's  modernization  effort.  It 
contains  the  elements  of  technology  that  will  support  the 
functional  changes  in  the  automation  process  that  the  agency 
expects  to  occur  in  the  near  and  long  terms. 

DLA's  modernization  effort  recognizes  that  benefits  will  depend 
on  systems  that  are  interoperable  within  DLA,  with  the  services, 
and  with  industry  and  other  government  agencies.  The  CFR 
employs  the  ‘subject  area*  data  base  concept  and  new  technical 
architecture  platforms  to  achieve  this  interoperability,  serve 
the  needs  of  the  business  areas  and  provide  the  flexibility  for 
continued  modernization. 
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DLA  STBATEOIC  PLAH 

Published  in  1985  and  revised  in  1988,  this  plan  is  the  result 
of  a  major  effort  within  DLA  to  rethink  its  mission,  problems, 
opportunities,  Aoals,  objectives,  strategies  and  tasks.  It 
considers  the  fxindamental  nature  of  the  environment  in  vdiich  DLA 
and  the  defense  logistics  community  will  operate  in  the  future. 

The  plan  builds  on  business  area  analyses  and  requirements 
developed  during  DLA's  systems  modernization  program.  Focusing 
on  logistics  information  management,  it  represents  a  grand 
strategy  for  Isqproving  service  to  the  military  services  through 
an  iBq>roved  understanding  of  customer  consumable- item  needs, 
item  availability  and  Industrial  capabilities.  The  plan  is  a 
living  dociunent  in  the  sense  that  it  has  the  flexibility  to 
expand  and  change  as  new  requirements  and  tasks  develop. 


FUTURES 

In  May  1987  all  DLA  conunanders  provided  their  written  views 
about  the  state  of  the  art  of  human  resources  management  in  DLA 
and  what  must  be  done  in  the  next  three  to  eight  years  to  ensure 
that  the  agency  is  prepared  for  personnel  management  challenges 
in  the  21st  century.  Top-level  managers  from  each  field 
activity  and  the  headquarters  subsequently  oiet  and  debated  the 
Issues;  the  ensuing  report  included  recommendations  which  were 
endorsed  by  the  agency  director,  and  implementation  is  ongoing. 

In  November  1988  a  second  conference  used  the  same  approach  to 
consider  the  development  of  the  work  force  and  managers,  the 
work  environment.  and  the  culture  of  the  agency.  A  report  is 
forthcoming . 
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INDUSTBIAL  EHaillEEBlMG 

DLA  personnel  trained  in  industrial  engineering  are  developing 
work  measurement  standards  that  define  the  optimal  method  of 
coaq>leting  given  tasks,  forming  the  basis  for  determining 
organizational  and  functional  efficiency.  The  standards 
documentation  is  a  starting  point  for  the  reviews  used  in  TQM  to 
generate  Improvement,  and  the  data  form  a  baseline  for  measuring 
that  improvement . 


PAT  FOB  KMOWLEDOE  DEMOHSTBATIOV  FBOJECT 

This  Office  of  Personnel  Management-approved  project  at  the 
Defense  Depot  Ogden  Utah  is  structured  around  work  teams  rather 
than  individxial  positions.  Scheduled  to  begin  by  the  end  of  FT 
1989  and  last  for  five  years,  the  project  applies  novel 
public-sector  conipensation  concepts  gleaned  from  the  best  in  the 
private  sector.  Major  employee  development  opportunities 
underline  the  project,  providing  the  potential  for  major  gains 
in  eoqiloyee  job  satisfaction.  More  significantly,  the  project 
calls  for  fundaoiental  cultural  change  in  the  depot  management 
philosophy  of  performance  assessment  and  organizational  design. 
An  independent  evaluation  will  provide  a  basis  for  recommending 
permanent  legislation. 


PRODDCTIVITT 

In  December  1988  DLA  published  Excel Jence  and  Ett iciency  in  an 
Enriched  Environment .  which  describes  in  detail  the  agency's 
productivity  program.  It  embodies  TQM  philosophy,  and  is  a 
catalyst  for  long-term  improvement  in  productivity  throughout 
the  Agency. 

DLA’s  earliest  productivity  efforts  focused  on  methods 
improvements  and  capital  investments  in  equipment  and 
automation.  which  now  are  integral  to  the  agency’s  strategic 
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plan.  Subsequently.  DLA  emphasized  people-oriented  efforts  such 
as  qTiality  circles  and  employee  suggestion  programs.  Today,  the 
agency  believes  that  long-term  gains  require  a  profound  change 
to  the  organizational  culture  that  is  grounded  in  participatory 
management.  Areas  of  emphasis  include: 

Meaningful  employee  Involvement  through  self -managed 
work  teams  with  a  focus  on  customers  and  work  processes. 

Quality  of  work  life  and  programs  which  recognize, 
reward  and  evaluate  employees  and  enhance  and  motivate 
professionalism,  productivity  and  quality  and 
performance . 

Use  of  industrial  engineering  and  Statistical  Process 
Control  (SPC)  data  and  techniques  to  support  continued 
improvement  of  work  processes. 

Recruiting  and  training  a  flexible  work  force  to  respond 
to  DLA’s  highly  volatile  work  load  and  work  processes. 


QUALITY  EFFECTIVENESS  SENSING  TECHNIQUE  (QUEST) 

For  years  the  Defense  Contract  Administration  Services  has  been 
hampered  by  a  lack  of  meaningful  data  to  measure  the 
effectiveness  of  its  quality  assurance  function.  But  in  1986,  a 
Study  Advisory  Group  developed  QUEST,  a  mathematical  model  which 
provides  a  relative  measure  of  QA  effectiveness  for  both 
in-plant  representatives  and  the  contractor. 

The  model  rates  facilities  with  respect  to  their  peers 
nationwide  and  stratifies  peer  groups  by  comoiodity,  in-plant 
quality  requirements  and  the  number  of  government  QA  personnel 
assigned.  Q^ST  helps  first-line  supervisors  and  higher-level  QA 
management  identify  problems  with  the  Contract  Quality  Assurance 
Program  and  the  contractors. 

QUEST  was  successfully  tested  in  DCASB  Chicago  and  will  be 
exported  to  the  other  eight  DLA  regions  during  1989. 
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RECOQHITIOH  AMD  AWABD  SYSTEM 

The  incentive  awards  program  recognizes  outstanding  eii4>loyees 
with  cash  awards  for  special  acta  or  services,  sustained 
superior  perforsMnce,  and  other  on-the-spot  accoa4>liahiiiants . 
The  program  also  rewards  employees  for  creative  ideas  that 
enhance  efficiency  and  effectiveness. 

Under  TQM,  DLA  is  developing  a  special  awards  scale  to  provide 
bonus  funds  for  TQM-related  achievements.  A  coa4>etitive 
honorary  award  for  Total  Quality  Managers  is  in  the  planning 
stage.  Ei^>loyee  accomplishments  will  be  publicized  in  agency  and 
coBimercial  publications. 


REDUCTION  IN  PRODUCT  NONCONFORMANCE 

This  initiative  addresses  the  large  amount  of  material  presented 
for  acceptance  to  the  governownt  vrtiich  does  not  meet  contract 
specifications.  Originally  conceived  by  DCASR  Boston  as  the 
Incentive  Based  Corrective  Action  program,  it  called  for 
dedicated  involvement  in  corrective  action  by  both  the 
government  and  the  manufacturer;  lack  of  progress  resulted  in  a 
requirement  that  the  contractor  provide  monetary  consideration 
for  the  shortfall. 

Eventually,  this  evolved  into  GET  SPEC,  or  the  Get  Specified 
Product  End  Conformance  program,  tdtich  establishes  thresholds  of 
acceptable  levels  of  nonconformance  as  well  as  goals  for 
reducing  it.  Under  this  program,  consideration  was  obtained 
only  if  the  contractor  failed  to  meet  the  negotiated  goals. 

The  current  program  includes  many  elements  of  GET  SPEC  as  well 
as  military  service  initiatives  such  as  the  Army’s  Contractor 
Performance  Certification  Program.  This  latest  evolution  has 
positive  incentives  for  quality  contractors  and  negative 
incentives  for  those  who  fail  to  adhere  to  standards  of  quality. 
Focusing  on  profits  has  significantly  motivated  top-level 
corporate  managers . 
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STATISTICAL  PBOCESS  COHTROL  (SPC) 

This  scientific  method  of  identifying  and  eliadnating  problems 
is  applicable  to  manufacturing.  engineering,  purchasing,  sales, 
service  and  general  administration.  Each  step  of  a  work  process 
is  analyzed  and  critical  Junctures  pinpointed  so  that  oianagers 
and  employees  can  take  necessary  corrective  action  to  improve 
operating  efficiency.  Tools  include  pareto  charts.  fishbone 
charts,  histograots ,  scatter  diagrams  and  control  charts. 

OLA  is  sensitive  to  the  benefits  irttlch  can  accrue  through  the 
effective  application  of  SPC.  Ongoing  initiatives  are 
multi-faceted  to  continuously  enhance  overall  Agency 
effectiveness,  customer  support  and  product  quality. 

The  procurestent  community  has  long  recognized  SPC  as  an 
effective  tool  to  reduce  production  process  variations  and 
inprove  product  qiiality.  Policy  requires  that  a  special  clause 
requiring  SPC  be  considered  for  incorporation  into  DLA 
contracts.  The  clause  would  require  contractors  to  develop  a 
formal  plan  to  use  SPC  in  their  production  processes. 
Additionally,  the  Defense  Industrial  Supply  Center  (DISC)  is 
developing  an  SPC  clause  to  incorporate  into  all  contracts  for 
fasteners  Identified  by  the  military  services  as  safety 
critical.  The  intent  is  two  fold:  to  direct  procurements  of 
safety  critical  fasteners  to  actual  manufacturers  vice 
distributors;  and  to  better  ensure  that  absolute  control  is 
maintained  over  production  processes.  Consideration  will  be 
given  to  expanding  the  mandatory  use  of  SPC  to  other  contracts 
for  special  categories  of  material  purchased  by  DLA. 


Comprehensive  training  is  being  provided  Quality  Assurance 
Representatives  (QARs)  to  insure  they  are  adequately  skilled  to 
oversea  contracts  idiich  require  SPC.  A  40-hour  training  course 
is  provided,  and  the  20  Instructors  (facilitators)  on-board 
throughout  the  Agency  have  trained  over  600  Quality  Assurance 
personnel . 

SPC  is  also  being  effectively  utilized  to  improve  internal  DLA 
operations  by  identifying  specific  functions  to  which  SPC  is 
well-suited,  developing  appropriate  statistical  tools  for  its 
implementation  and  establishing  automated  support  systems  such 
as  the  Distributed  Miniature  Computer  System  (DMIMS)  for  its 
application.  SPC  is  also  being  successfully  used  to  distribute 
work  load,  justify  resources,  determine  need  for  process  and 
policy  changes,  and  to  highlight  requirements  to  redirect 
programs  and  training  emphasis. 
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VALUE  ENGINEERIHG  (VE) 

This  program  has  traditionally  focused  on  cost  reductions  and 
productivity  gains,  largely  dismissing  quality  as  a  'fringe* 
benefit.  TQM  recognizes  that  quality  pays. 

DoO’s  newly  revised  value  engineering  directive  states,  'The 
objective  is  to  simultaneously  iiiq>rove  quality,  reduce  coat,  and 
improve  schedules.*  This  acknowledges  that  VE’s  traditional 
approach,  combined  with  a  renewed  emphasis  on  quality,  can 
significantly  lower  life  cycle  costs.  DLA  directives  are 
being  changed  to  Incorporate  this  significant  reorientation  to 
TQM  philosophy. 


WORK  TEAM  BUILDING 

Work  teams  combine  all  the  skills  required  to  support  a  single 
set  of  customers  or  products.  This  concept  which  applies  novel 
public-sector  compensation  concepts,  has  increased  productivity, 
quality  and  worker  satisfaction.  Team  members  feel  a  greater 
commitment  to  the  organization,  are  more  conscious  of 
customers ' needs  and  willing  to  improve  the  process. 

The  Depot-wide  efforts  at  DDOU  are  part  of  a  five  year 
demonstration  project.  However,  some  benefits  of  a  team 
structure  can  be  realized  without  changes  to  current  Civil 
Service  regulations.  This  will  be  examined  by  DLA  functional 
experts  in  a  fashion  similar  to  the  earlier  Business  Area 
Analyses . 

The  creation  of  teams  requires  a  cultural  change.  Different 
ways  of  interacting,  communicating,  making  decisions,  and 
supervising  require  participatory  management  styles.  Since  team 
members  will  perform  several  tasks  in  support  of  customers, 
broad  skills  must  be  developed. 


PAGE  B.9. 


APPEMDIX  C 


Many  Priaary  Level  Field  Activities  have  initiated  programs  that 
support  the  concept  of  Total  Quality  Management.  The  synopses 
that  follow  demonstrate  the  breadth  of  approaches  and  activities 
under  way  to  enhance  the  quality  of  products  and  services 
provided  to  DLA's  custooters. 


CnSTOMEB  VISITS 


Defense 
resolve 
rapport 
process 
mul tipack 
products . 


Depot  Tracy  California  (DDTC)  uses  this  program  to 
problems  more  promptly  and  thus  establish  a  positive 
with  its  customers.  DDTC  is  presently  addressing 
improvements  related  to  dedicated  truck  shipments. 


containers  and  identification  of  unserviceable 


»tal 


IirVENTORY  CONTBOL  POINT  ACADEMY 

The  Defense  Electronic  Supply  Center  (DESC)  is  conducting  a 
series  of  comprehensive  training  sessions  on  the  essential 
elements  of  managing  an  Inventory  Control  Point  (ICP) . 
Mid-level  military  and  civilian  managers  and  supervisors  spend 
96  hours  discussing  parts  control  and  standardization, 
requisition  processing,  technical  data  and  item  standardization, 
purchasing  and  base  contracting,  and  total  quality  management. 
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ONE  STOP  SEBVICE 

DCASR  Chicago  is  organizing  its  hustan  resources  management 
fiuiction  around  the  needs  of  its  various  clients:  employees, 
supervisors,  external  authorities  and  the  public.  As  a  result, 
the  'that’s  not  my  job  -  go  to  the  next  station'  routine  so 
often  associated  with  a  bureaucracy  is  eliminated.  Depending  on 
the  size,  diversity,  and  requirements  of  each  PLFA,  this  service 
can  follow  the  organizational  construct  of  a  management  team,  an 
account  executive  system  or  a  general  personnel  list  approach. 


PBOJECT  EXPO 

DCASB  Cleveland  is  one  of  three  DLA  activities  participating  in 
the  Experimental  Personnel  Office  Research  Project.  Under  this 
;:l-year  Defense  Department  initiative,  Cleveland  is  delegating 
classification  authority  to  line  managers,  eliminating  mandatory 
interviews  for  merit  promotion  selections,  using  letters  of 
discipline  instead  of  formal  disciplinary  actions,  and  referring 
qualified  candidates  without  rating  and  ranking  them. 

Managers  and  supervisors  have  saved  a  substantial  amount  of  time 
thus  far  in  classifying  and  filling  jobs  and  in  disciplining 
employees.  Because  of  thrlr  success,  the  clasaif ication  and 
merit  promotion  initiatives  have  been  authorized  for  use  at 
other  DLA  activities.  In  addition,  a  simplified  performance 
management  program  may  soon  be  tested  at  DCASR  Cleveland. 


QUALITY  OF  WORK  LIFE 

In  an  attempt  to  provide  an  enriched  environment  for  its  work 
force.  the  Defense  Depot  Ogden  Utah  (DDOU)  is  iiiq>roving  various 
physical  facilities  and  developing  an  employee  wellness  program. 
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For  exaaplo.  DDOU  ia  renovating  its  lunchroona  and  reatrooma , 
adding  paved  parking  cloae  to  heavily  ataffed  m>rk  atationa,  and 
upgrading  tiarehouae  lighting.  The  depot  alao  now  offera  ita 
peraonnel  acceaa  to  a  phyaical  fitneaa  center  aa  well  aa 
choleaterol  teating  and  blood  preaaure  teating.  The  reault  haa 
been  reduced  tardineaa  and  abaenteeiam  and  a  generally  leaa 
frxiatrated  work  force  making  fewer  atock  aelection  errora . 


STATISTICAL  PROCESS  CONTROL 

Three  DLA  actlvitiea  -  Defenae  Peraonnel  Support  Center  (DPSC) , 
Oefenae  General  Supply  Center  (DGSC)  and  Defenae  Depot 
Meehan icaburg  Pennaylvania  (DDMP)  -  are  already  making 
wideapread  uae  of  thla  tool  to  improve  proceaaea.  DPSC  ia  xiaing 
SPC  to  analyze  clothing  factory  proceaaea,  ADP  ayatema 
availability,  and  aolicitation  and  contract  clauaea.  DGSC 'a 
initial  application  reduced  ita  proceaslng  time  of  Purchaae 
Requeata  (DD  Form  353)  by  four  daya .  And  DDMP  haa  uaed  SPC  to 
improve  ita  productivity  in  medical  aet  aaaembly  by  12.5 
percent . 


SOURCE  SELECTION 

Emphaaizing  beat  value  rather  than  loweat  coat,  thla  innovation 
permita  the  Defenae  Peraonnel  Support  Center  (DPSC)  to  place 
contracta  with  highly  qualified,  eatabliahed  firma  uaing  auch 
conaiderationa  aa  product  quality,  timely  delivery  and 
manufacturing  control  proceaaea.  While  the  uae  of  thia 
methodology  will  require  additional  training  for  contracting  and 
technical  peraonnel,  benefita  abould  be  aignificant  and  long 
term. 
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SUCCESS  SHABE 

Begun  in  October  19d7  at  Defense  Depot  Mechaniceburg 
Pennsylvania  (DDMP) ,  this  variation  of  DLA's  Success  Share 
Program  is  designed  to  improve  vertical  and  lateral 
communication  throughout  the  depot,  thereby  encouraging  greater 
teaimsork  and  employee  Involvement  while  reducing  operating 
costs . 


TECHNICAL  EXCHANGE  PROGRAM 

DCASR  Cleveland  met  its  major  buying  activities  in  May  1088  to 
discuss  face-to-face  interoperational  problems  being  experienced 
by  both.  Subject-matter  experts  focused  on  problem  definition, 
alternative  solutions,  and  problem  resolution.  Areas  of 
emphasis  included  processing  of  quality  deficiency  reports, 
value  engineering  proposals,  waivers  and  deviations,  engineering 
change  proposals  and  technical  data  packages.  The  main  benefits 
were  the  establishment  of  a  rapport  and  a  clearer  understanding 
of  ways  to  resolve  problems  before  they  escalate  to  higher 
management  levels. 


UNIFORM  PROCUREMENT  STUDY  GROUP 

Under  a  charter  from  the  Under  Secretary  of  the  Army,  the 
Defense  Personnel  Support  Center  (DPSC)  brought  together 
industry's  top  Clothing  and  Textile  executives  to  evaluate  the 
methods  by  which  the  military  services  acquire  their  uniforms. 
The  so-called  Stone  Commission’s  report  recommended  44 
improvements  that  focused  on  such  technical  issues  as: 
specification  development  takes  too  long,  industry  comments  are 
not  given  due  consideration,  verifications  are  not  updated  to 
reflect  technological  advances,  and  the  services  do  not  make 
sufficient  use  of  commercial  item  procurements  and  performance 
specifications.  DPSC  is  expected  after  review  to  implement  oiany 
of  the  Commission’s  recommendations,  resulting  in  systemic 
improvements  in  the  uniform  acquisition  process. 
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WOBK  FOBCE  MOTIVATION 

The  Defense  Electronics  Supply  Center  began  this  program  in 
February  1988  after  a  brainstorming  session  with  managers  and 
employees.  Several  hundred  ideas  were  culled  into  more  than  100 
projects,  some  of  which  are  completed  and  others  ongoing.  Asiong 
those  that  are  ongoing  are  the  installation  of  modular  furniture 
for  2,500  work  stations,  selection  of  an  employee  as  the 
‘Commander  for  a  Day,*  a  S250  Pocket  Perk  award,  and  invitations 
to  five  eaqjloyees  to  attend  the  commander’s  staff  meeting  each 
week . 


PAGE  C.6. 


